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Read the story below and, as you evaluate the passage below,
consider whether this behavior is appropriate for this
professional context.

Mark is a top-performing salesperson at a pharmaceutical supply
company. As a reward for his performance, he is treated to a trip to the
corporate office in California to meet the chief executive officer, Ms.
Mills. Ms.

Mills is known around the office as the “Wicked Witch of the West”
because of her short and sometimes abrasive demeanor. Mark’s
coworkers share “horror stories” of their encounters with her, stating that
she rarely makes eye contact, never smiles, and dislikes being
approached unless she initiates the conversation.

Although he is excited to travel, he is also nervous about what he and
Ms. Mills might talk about. He prepares by thinking about how he can
share his sales strategies and techniques. On the day of the meeting, he
waits patiently for Ms. Mills’s assistant to call him into her office. When
he is escorted in to meet her, he is shocked to see a petite woman behind
the large desk smiling back at him with kind eyes. He approaches,
shakes her hand, and waits for her permission to sit. Ms. Mills is nothing
like the horrible person they made her out to be. Ms. Mills asks Mark
several thoughtful questions about why he is successful, ways the staff
can be supported, and how the company fits in with his professional
goals. Mark feels more and more comfortable as she leans forward to
listen intently to what he is saying. Mark loosens his tie, crosses his legs,
and begins sharing stories of how he feels his immediate supervisor has
dropped the ball on more than one occasion and that the team would be
better if more money were allocated to incentives and bonuses. Mark
immediately sees Ms. Mills’s eyes begin to squint and her brow furrow.
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She stands up abruptly and says in a gruff voice that their time is up and
that her assistant will show him out.

Answer the following question accordingly:

1. Given the professional context, what would you have done the
same and/or differently if you were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why
not?

3. What communication factors led to the change in the chief
executive officer’s disposition?

4. How could the KEY'S process help Mark improve his
communication skills?

Bl el el B Bl Ep B s e e el el el B B B Bl B Bl s s e e Bl Bl B Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl B B B B B B B B B B

=

A T NG T G O T N AL GG T R AU M NG NG e T g

o)
o

o

BPEL el Bl B Bl Ep B e e e e e el B Bl B B R e e e el el Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl B B B B B B B B

A NN AT NG RO NG A T MR AL A G NOE  TENOEA FE NG NG O O T g



Cbaad) Jligaad) dan 3

olia) aoial) & gludd) (S 13) Lagh S coliaf duall) aniiy clalid oL g colia) duall) | 3|
Lrigeal) (Bl Luulia

& Al ) a3 cailal o sllSaS 3y a1 2y ) 84S 58 A eals Clagae o 501aS & e Jany
e Bl cgmﬂ\uay)j\ cbﬂ\ﬁ.\)}sﬂﬂﬁéﬁﬂ\u&é\d&‘?\_\u

s o ol LS b o 5y 1) o pall 3ol s Sl 8 3la el
1930 Ll Calild clgra agileldl e Mo N Gl Jaall 8 & le Sl & iy clba)
Aalaal) Tagi Al e Lgie ol SB8Y) i Y g ol anisi ¥ g ¢Cpally Jual 535 L

Giany 8 Lo ol Wl 318 Sl ) ¢ tall uleaally jaidy Sl o (e a2 )l e
(8 ALALN ) s g laadl i) Gia yal a0 38 Sl 3l sl (g 4dn
e pe 4o ldial

Sl Ja Lanie LgiSa 8 4y JuaDl 3l sand) delise juay L) e laia¥) a g
Gy Al () gpns 4 i Sl Sl Cal aaall 3 s 31al Ay axla (L3l
g OIS (53l e el (el 13 a8 Y She Basall | sladly L) iy 5 Leadliay
Ler S o Gl 5 eaalad Cana Jisa gy Al 320 @l e Sl sl Jls e
Aigall 481281 aa 4S8l Caaliti (a5 ¢ila sall ac

dday )y cliy & jla i 4l i) L alaialy aaiast] ala) ) Qe LY ST Ay ol jle e
o e (b o sadl (e (anad 48 HLie 8 Tay g inlaall oL (Gl e (Bl auda g5 cAlic
2 al) anads 213 Juadl ¢ Son Gl Of s daalia (e ST 85 S0 el 8 bl
Il (8 las e sl e O 8l e o jle 5 Sl 5 81 5all J) g g
O (o) B ag g O (pEA C gaay B 5 3lad g



Sl 188 5 Adul) L) oo al

i€ 1) Calide (S0 5l /5 A o i) Jadiies i€ 13l ¢ igeall (Blanadl ) killy ]
e e ySa
Know yourself

L 5 8¢ b U< mge ol 53 (o Jlgml s ¢ ol e (el 35 i) Ll g docn
Lne Qo) S el ol

aulal e 5 il 2liagy 13 s el & 3) Evaluata the professipnal context
e iy 138 43uadll b je g alel A Gadd b je 1)) cagra Jalad (2S5 agae Jalal
o el dagiy adlal (e 4z alalad g aduadd o i aile (S8 e Jial 531 )
o) Gl ae Lebial 548 Hha (e Ciran s b e O Lay & jle (S S e (4 sk
dalll g Jasiy IS5 Lgna (al ) S o e 5 Lghuadld

Leie 3l s Bae Juadd & CuS Barriers
44yl aley o slalaty (oS g dalaial) A8EN 8 je ) (a5 yiall A8E 3le Cultural
1 oala 0 sS) & Laial) Jdaall 8 g o yel g Jhall (ia g sl sl Gle Technologica
Caall e
Vg oAl DU i 81 5 s (e 885 (ST () ey 431 222 3le Phiysiologicall
e (ST 8 o laiall C g e el g Jaal @) La (1S i€ gl e o S
e SOV & (a5 lexa daal 51 S S )l 5 i e el 5 Jsaall Il 5 (3 5kl ¢
0 yie O5SIY g (i (e (3315 O 5S) 5 (ulad) Aa



WAL Al A Al A A WA A A A A A A A A Al A A

Bl el e B El Ep B e e e e e el B Bl B B R e e e el el B Bl B Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl B B B B B B B B

N RO A T NG A N NGO M NGE OO AGE T G AL O O T GG

il L N o pead & pual) ) ol ) Jlas) el se a3

o Lage Jan 4dy Hla oo Bl i) ) yami g sawal) Jual 5 non verbal 4

0S4l e g alal (531 s lS gl wed g6 Si5e S (ulil) ae Jaal 53
Sl g Jgs Jaal 3l

daia) y QL) g Gilallaiae gl Ladll) e (g giagy oA adlll Jual 55 58 Verbal
Jad Jaal 55 (5585 gmaa S daslae Jua gl Glie

e Bl a5 andl aday ) eliy A8 Lexie Ladlll el Jaal il 8 ol &l
oo Lgra aiant Larie Ladll) sl 5 8 oladl Liagl 5 ¢ laa 3am e 4las L) (3l
Cualia e Gl JS 5 5000 (il ga g agiS 3 A agre Clian 3l (8] 5o 5 (aaill
e i @l Jo ol Gaagll e 38 55 agall (e (IS 5408 Caaail i )l a8
glaia ¥ il s Lelala A8y yla <y 5 caia Hlaa o

fagal Juai¥) &l jlea Cpant & & e 2ol OIS KEYAlea! ¢Sy S 5

& Leia sy (llic ddniia g 43 8 Ll g 4di o =y ) K nom yourself

BARCRNON|

bl ae Jalaty CaS =y g)Evaluate the professional context !
O s s Anmliall (il ga A cagre Jalaiy sl e g 4ia () saling 13la 5 aga bl 5
il 058 e JEiuall 8 43 jleas ol ) shay

Jad JS5 Jeal sy 4 & <2y ) Y your communication interaction
Jlad IS8 Ladlll e o Lalll Jual i) addiion o 5 281 sl pa

Anidl ) ghay g dnudd aifi amy 48l ) glad 138 JS 2=y Step back and relfect
i) )

A

B L el e B Bl Ep B s e e e e el B B B B S B s e e el Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl Bl B B B Ep B B B EP B

o

=



A2 I2 A2 I2 A2 I2 I I I I A2 2 A= A= A2 = A= A= A= = =2 2 2 A2 o= o= o= o= o= 62 02 A2 I3 42 A2 A F o2 =2 A2 A2 2 A2 A3 2 2 A3 =2 =2 o=

o
o

o o o o
o o o

o

o
o

o

SO O T P T T T N T VNG N T A GG T

o

IR N L R aE O T NGO R T NG A NOE T ARG A T

A2 I2 A2 I I2 d2 d2 d2 I d=2 A2 A2 A2 A= A2 A= A= A= A= A= =2 2 2 42 = o2 o2 A2 02 62 2 2 A3 43 A2 A2 o2 A2 A2 A2 A2 A2 A3 3 A2 A3 =2 =2 o=


http://www.tcpdf.org

